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REMARKS/ARGUMENTS 

In view of the following remarks, reexamination and reconsideration of this application, 
withdrawal of the rejections, and formal notification of the allowability of all claims as presented 
are earnestly solicited in light of the remarks that follow. Claims 1-10 arc pending and, as 
indicated in the Office Action, Claims 1-10 have been rejected. Claim 1 is an independent claim 
directed to u method, implemented over a computer network, of collaboratively identifying, 
prioritizing, and resolving issues affecting a series or plurality of similar complex systems 
administered by an originating entity, while Claim 5 is an independent claim directed to an 
associated system capable of implementing such a method. Claims 1 and 5 have been amended 
and Claims ] 1-17 have been added, wherein Claim 11 is an independent claim is also directed to 
a method, implemented over a computer network, of collaboratively identifying, prioritizing, and 
resolving issues affecting a series or plurality of similar complex systems administered by an 
originating entity 

Claim Rejections -35 U.S.C § J 02 

Claims 1-3 and 5-7 were rejected in the Office Action as being anticipated by U.S. Patent 
No. 6,177,932 to Guides et ul Tn response, Claims 1, upon which Claims 2 and 3 depend, and 
Claim 5, upon which Claims 6 and 7 depend, have been amended and Claims 1 1-17 have been 
added. The amendments to Claims 1 and 5, and new Claims 11-17, find support throughout the 
Specification and the Figures and, as such, no new matter has been added. 

The Galdes '932 reference is directed to a method and apparatus for network-based 
customer service, More particularly, in response to a client requesting help, a menu including 
three levels ofinteraction is displayed. One level of interaction is self-help searching in a 
database of information in order for the client to research and resolve their own issue, A second 
level ofinteraction is asynchronous help, comprising providing the customer's help issue to an 
advisor, along with past locations/actions and customer history, wherein the advisor then 
researches the issue and returns a resolution to the issue. If the client selects synchronous help, 
the method includes the $teps of alerting the advisor and displaying to the advisor a list of sites 

lViAt)|/2M7360vl 



PAGE 14117 * RCVD AT 2/4/2004 2:30:26 PM [Eastern Standard Time] * SVR:USPTO-EFXRF-2/3 * DNIS:7466128 ' CSID:9198622260 < DURATION (mm-ss):0544 



FEB. -04' 04 (WED) 14:25 



TEL: 9198622260 



Appl.No.: 09/656,678 
Filed: September 7, 2000 
CflBPlQ 

previously visited by the client, such that the advisor sees a display identical to that seen by the 
client. The advisor then determines if a resolution to the client's issue exists and posts the issue 
to the client collaboration window, 

As described in the Galdes '932 reference, the customer is queried by the system to 
determine the customer's required priority of response to the customer's help request. That is, 
the customer determines the priority of the issue. If the customer chooses a low priority , the 
customer is directed to the self-help lookup. If a medium priority is designated, the customer is 
directed lo the asynchronous collaboration where the customer may submit their issue to an 
advisor, an artificial intelligence system, or another customer. Tf the customer indicates a high 
priori ty, the synchronous collaboration is initiated, whereby the customer is provided with afifsj 
avails advisor who may have particular expertise in the area in which the customer is seeking 
the help. 

in contrast, the present invention, as particularly claimed, is directed to a system and 
method for collaboratively identifying, prioritizing, and resolving issues. That is, an issue and/or 
a comment can be posted by a customer and/or an originating entity, such as a manufacturer, on 
a discussion-capable electronic media accessible over a computer network. The discussion- 
capable electronic media is accessible by the customer, the originating entity, and a committee, 
wherein the committ ee is required to he comprised of a customer representative and an 
oripin^tinB entity representative. The committee separates ihe issues jnto rejected issues and 
action issues, based at least partially o n the posted comments in the discussion ohhe issues on 
the electronic media. 

The committee thereafter prioritizes the action issues and assigns each action issue to ffr e 
customer und/or the oriff gating entity . The committee then sends the assigned action issue. 
along with a set of resolution directio ns for that action issue, to the customer and/or the 
orifiiqfliPK entity. The resolution directions may include at least one issue-closure criteria io be 
met by the resolution proposal for t he respective action issue . The customer and/or the 
originating entity is thereby assigned responsibility for that action issue and is charged with 
invostiffauns the a s signed action issue, preparing a resolution p roposal for the assigned action 
is sue, and PUjpiing the resolution proposal to the committee. The committee then directs the 
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implementation of the resolution pr oposal for the respective action issue, after evaluating the 
^solution proposal to determine if t he resolution directions have been followed and the issue- 
olosnrc criteria has been met. Once the implementation of the resolution proposal for an action 
issue is completed, the committee directs closure of the corresponding action issue. 

Accordingly, such a system, as now particularly claimed in Claim 5, and associated 
methods, as now particularly claimed in Claims 1 and 1 1, provide a collaborative approach to 
issue resolution between customers and originating entities that is administered by a committee 
comprised of a customer representative and an originating entity representative . Such a system 
and associated methods are neither tauph t nor sup pest od by the Galdes '932 reference . Thus, the 
Applicant submits that, in view onhese differences between the Galdes '932 reference and the 
Applicant's invention as claimed in Claims M7, the Applicant's invention is not anticipated by 
Galdes '932 reference and is therefore patentable over the Galdes '932 reference, 

Clnim Rejections -35 U.S.C. § 103 

Claims 4 and 8-10 were rejected in the Office Action as being obvious over the Galdes 
'932 reference in view of an M2 Presswire Report dated August 14, 2000 regarding Enigma, Inc. 
As previously discussed, amended Claim 1, upon which Claim 4 depends, amended Claim 5, 
upon which Claims 8-10 depend cither directly or indirectly, and new Claims 11-17 are not 
anticipated by the Galdes '932 reference. Thus, the Applicant submits that the present invention 
is patentable over the Galdes '932 reference and the 8-14-20OO M2 Presswire Report. 

In conclusion, for the reasons set forth above, the Applicant submits that all claims now 
pending are in condition for immediate allowance. Accordingly, notice to such effect is 
respectfully requested at the Examiner's earliest opportunity. 
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II is not believed that extensions of time or fees for net addition of claims are required, 
beyond those thai: may otherwise be provided for in documents accompanying this paper. 
However, in the event that additional extensions of time are necessary to allow consideration of 
this paper, such extensions are hereby petitioned under 37 CFR §1.1 36(a), and any fee required 
therefore (including fees far net addition of claims) is hereby authorized to be charged to Deposit 
Account No. 16-0605. 
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